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	Working on the hotel front desk requires a unique set of skills that are crucial to delivering excellent customer service and ensuring the smooth operation of the hotel. In this response, outline some of the key skills that are required to work on the front desk in a hotel. 
Communication Skills
Communication skills are one of the most important requirements for working on the front desk of a hotel. Because they are frequently the initial point of contact for guests, front desk personnel must have great communication skills. They must be able to cheerfully greet customers, respond to enquiries, and give clear and simple information about hotel facilities and services. They should also be able to successfully interact with other hotel workers, such as cleaning and maintenance, to ensure that guest demands are met as soon as possible.
Customer Service Abilities
Working on the front desk of a hotel requires excellent customer service abilities. To guarantee that clients have a great experience, front desk workers must be able to give outstanding customer service. They must be able to manage visitor complaints and concerns professionally and politely, as well as take necessary action to settle any issues as soon as possible. They should also be able to anticipate the demands of their guests and give personalised service to make their stay more enjoyable.
 Multitasking Capabilities
Front desk staff must be able to multitask successfully since they are accountable for several duties at the same time. They must be able to answer phones, reply to customer enquiries, check guests in and out, and execute other administrative jobs. It is critical for employees to be able to prioritise duties and manage their time properly in order to provide quick and efficient service to customers.
 Problem-Solving Skills
Front-desk staff must be good problem solvers in order to deal with unexpected situations that may appear throughout their shift. They must be able to think promptly on their feet and come up with inventive solutions to any problems that may appear. For example, if a visitor has a complaint about their accommodation, front desk workers should be able to provide a satisfactory solution.
 Technical Knowledge
Front desk personnel must be knowledgeable with many forms of technology, such as property management systems, computer programmes, and telecommunication networks. They should be able to efficiently run these systems and troubleshoot any difficulties that may appear.
 Detail Orientation
To guarantee that visitor reservations, room assignments, and payment information are correct, front desk workers must pay close attention to detail. To prevent any inconvenience to guests, they should be able figure out and fix issues quickly.
 Teamwork Capabilities
Employees at the front desk must be able to operate efficiently as part of a team. They should be able to successfully interact with other hotel workers and coordinate to ensure that guests' requirements are handled as soon as possible. They should also be able to assist their colleagues at peak times and collaborate to provide excellent customer service.
 Sales Ability
Finally, front-desk personnel should be competent at selling. They should be able to sell hotel goods and services to customers, such as restaurants, spa treatments, and adventures. They should be educated with the hotel's offers and be able to properly present the benefits to guests.

Interaction with diverse guests in hotel receptionists have the opportunity to interact with guests from various backgrounds, cultures, and countries. This exposure to diversity provides a rich and rewarding experience, allowing receptionists to learn about different customs, languages, and preferences, while fostering cross-cultural communication skills.
Fast-paced and dynamic environment: Hotel receptions are often bustling hubs with a constant flow of guests checking in and out, making inquiries, and seeking assistance. This fast-paced environment requires receptionists to be adaptable, quick-thinking, and efficient in managing multiple tasks simultaneously.

In conclusion, working on the front desk in a hotel requires a unique set of skills that are critical to delivering excellent customer service and ensuring the smooth operation of the hotel. Effective communication, customer service, multitasking, problem-solving, technical skills, attention to detail, teamwork, and sales skills are all essential skills for front desk employees. By possessing these skills, front desk employees can ensure that guests have a positive experience, and that the hotel runs smoothly.
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In this scenario – It is your first day as a front desk associate and your manager has phoned in sick. Create an action plan and answer the following questions.

	What are you going to do to ensure that the hotel is represented well to guests?
	How will operations run smoothly throughout your shift?

	Why would you consider your plan being the most effective?

	What contingency plan will you put in place to ensure quick resolution of this scenario in the future?


	
Familiarize myself with the front desk operations
*Reviewing any training material, observe from the previous front desk associate's and learn from them

	At the beginning of my shift, I will assess the tasks at hand and prioritize them based on urgency and importance. This will help me stay organized and focused on essential responsibilities

	My plan covers various aspects of front desk operations, including guest interactions, communication, documentation, problem-solving, teamwork. By considering these different areas, I address the essential components necessary for successful front desk management.
	Encourage cross-training among front desk associates to ensure that multiple team members are familiar with all aspects of the front desk operations. This includes training on check-in/check-out procedures, reservation management, guest service protocols, and problem-solving techniques. This way, in the absence of the manager, other associates can step in and handle the responsibilities effectively.


	Taking notes of any specific tasks or responsibilities that need immediate attention

	Clear and timely communication with colleagues, supervisors, and other departments is crucial for smooth operations. I will actively communicate any updates, changes, or issues to ensure everyone is on the same page and can collaborate effectively.



	Effective communication is critical for smooth operations. The plan emphasizes the need for clear and timely communication with colleagues, supervisors, and other departments. This helps to align everyone's efforts, coordinate tasks, and address any challenges or changes that may arise.
	Create a comprehensive manual or guide that outlines the step-by-step procedures for various front desk tasks. Include details on handling check-ins, check-outs, reservations, guest inquiries, and common scenarios. This document should be easily accessible to all front desk associates, allowing them to refer to it as needed for guidance. (Higgins and Business Continuity Institute, 2017)

	I will work closely with other team members and departments to ensure a seamless and coordinated guest experience. Effective communication and collaboration among staff members contribute to a positive representation of the hotel

	I will actively monitor the front desk area, anticipating guest needs and addressing them promptly. By being proactive, I can prevent potential issues from escalating and ensure a seamless guest experience.

	The plan focuses on providing excellent service to guests, including personalized experiences, prompt responses to inquiries and requests, and addressing concerns with empathy and professionalism. By placing the guest's needs and satisfaction at the forefront, I can ensure that the hotel is represented well and create a positive impression.
	Conduct regular team meetings to discuss any changes, updates, or important information related to front desk operations. This ensures that all associates are aware of any new policies, procedures, or modifications in guest services. It also provides an opportunity for associates to ask questions and seek clarification on any concerns they may have


	
I will greet guests with a warm smile, maintain a positive attitude, and be attentive to their needs. I will strive to create a friendly and inviting atmosphere at the front desk

	A collaborative and supportive work environment is vital for smooth operations. I will help my colleagues when they need it, whether it's covering their tasks temporarily or providing guidance based on my knowledge and experience or ask for help if I needed.
	Recognizing the importance of collaboration, the plan emphasizes the need to work closely with colleagues and other departments. By fostering a collaborative environment and offering support to team members, I can contribute to a cohesive and efficient operation.
	Identify specific front desk associates who can act as backup or acting managers in the absence of the primary manager. These designated individuals should have the necessary knowledge, experience, and authority to handle managerial tasks and make decisions when required


	
 I will ensure that all guest requests, whether received in person, over the phone, or via email, are handled promptly and efficiently, I will try to learn and remember guest preferences whenever possible. By using their names, acknowledging special occasions, or tailoring recommendations based on their interests, I will create a more personalized and memorable experience for guests

	To enhance my effectiveness and contribute to smooth operations, I will actively seek opportunities for learning and development. Staying updated on industry trends, improving technical skills, and seeking feedback will enable me to perform my duties more efficiently

	The plan acknowledges the importance of ongoing learning and development. By continuously improving my skills, knowledge, and staying updated on industry trends, I can adapt to changing guest expectations and contribute to the overall effectiveness of the front desk operations.

	Maintain an updated contact list of relevant personnel, including supervisors, department heads, and other key individuals within the organization. This ensures that front desk associates have access to the appropriate contacts for assistance or escalation of issues when necessary.




By implementing these strategies, I aim to ensure that operations run smoothly throughout my shift, leading to a positive guest experience and efficient management of tasks and responsibilities. By considering these factors, my plan takes a holistic approach to front desk operations, promoting efficiency, guest satisfaction, and a positive representation of the hotel. By implementing this contingency plan, the front desk team will be better prepared to handle situations where the manager is absent, ensuring a quick and efficient resolution of any challenges that may arise.
Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format - Describe the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	
Element 1 - Property Management Systems (PMS): A Property Management System (PMS) is a software programme used by hotels to handle their everyday operations such as guest bookings, room assignments, check-ins and check-outs, inventory management, invoicing and payment processing, and more. A PMS is required for a hotel to function properly. A PMS is responsible for preserving accurate records and data of hotel operations and is critical in guaranteeing the smooth functioning of a hotel. A good PMS should have centralised control, simplicity of use, data security, stability, and interoperability with other systems in the hotel. One of the most important advantages of a PMS is its ability to automate various operations, such as updating inventory, managing reservations, and processing payments. This automation reduces mistakes and frees up staff time, enabling them to focus on providing outstanding service to clients. The system also enables for the generation of extensive reports that can give insights into hotel operations such as occupancy rates, income, and costs. When it comes to a PMS, data security is also vital. The system should be developed with security in mind, with safeguards in place to prevent unauthorised access to sensitive data. This involves employing secure connections, data encryption, and access control methods.


	
Element 2 – Hotel reputation


	
Element 2 - Hotel reputation: A hotel's reputation is important to its success. It is the impression that visitors have of the hotel, and it is impacted by a range of aspects like as service quality, cleanliness, facilities, location, and more. Hotels must focus on offering outstanding service to their visitors, keeping the property clean and well-maintained, reacting to guest comments, and continually delivering a high level of customer satisfaction to create and retain a strong reputation. Hotels may also take advantage of internet reviews and ratings by constantly monitoring and reacting to guest input. Hotels may demonstrate to potential visitors that they take feedback seriously and are committed to providing the greatest possible experience for their guests by doing so. Providing outstanding guest service is one of the most important aspects of establishing a good reputation. A guest should feel welcomed and valued from the moment they walk through the door. Hotel employees should be informed, polite, and responsive to the requirements of their guests, whether it's offering local suggestions, addressing a complaint, or ensuring that the room is clean and comfortable. When it comes to establishing a good reputation, effective communication is equally essential. This involves both internal employee communication and outward contact with guests. Staff should be educated to successfully communicate with guests, addressing their concerns and giving solutions to any difficulties that may develop. Building a positive reputation takes time, effort, and resources, but the rewards are significant and can lead to repeat business, positive word-of-mouth, and increased revenue.


	
Element 3 - Communication 


	
Effective communication is key to a hotel's success. To guarantee that guests' requirements are handled quickly and effectively, clear communication between guests and employees is required. Effective communication is also required between different departments within a hotel to ensure that operations function smoothly. To support smooth communication, clear pathways and standards must be in place. Phones, emails, messaging apps, and intercoms are all examples of communication methods at a hotel. It is also critical to have clear and straightforward communication rules and procedures in place to ensure that all staff members understand their communication roles and duties. A culture of transparency and openness is also required for effective communication. Staff employees should feel free to express any difficulties or concerns they may have, whether they are connected to guests' satisfaction or internal operations. This can assist in identifying and addressing concerns before they become more serious. Finally, hotels should examine their communication procedures on a regular basis and make changes as appropriate. This involves gathering input from employees and guests to identify areas for improvement. Hotels can boost client happiness, increase efficiency, and ultimately drive revenue growth by constantly optimising their communication systems.
Hotels should employ technology to facilitate communication in addition to verbal communication. This includes things like property management systems that can offer real-time information on guest requests and room status, as well as messaging apps that let guests to quickly contact with staff members.


	
Element 4 - Staffing 


	Hotel operations depends heavily on staffing. A hotel's success is primarily determined by the level of professionalism of its employees, their training, and their ability to deliver great client service. Staffing at a hotel includes all roles, from front desk to housekeeping to management. Once employees are employed, training is required to ensure that they have the skills and information required to fulfil their job obligations effectively. Customer service, safety, security, and emergency procedures should all be included in thorough training programmes. Ongoing training is also necessary to keep employees up to date on new rules and procedures, technology, and industry trends. Finally, it is critical to recognise and reward employees that go above and above. This might include both rewards like bonuses or commissions and non-monetary benefits like recognition programmes or opportunities for growth. In conclusion, hotel personnel is a vital component of operations, and hotels should try to attract the finest people, offer extensive training, maintain proper staffing numbers, promote good communication, and recognise and reward great service. Hotels can create excellent guest experiences, generate revenue growth, and stand out in a highly competitive sector by prioritising staffing for better customer experience and satisfactions of the people.
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